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The Honorable William H. Natcher, Chairman
Subcommittee on Labkor, Health and
Human Services, and Education
Committee on Appropriations
House of Representatives

This briefing report presents the final resultsl of our November
1986 nationwide survey of client satisfaction with the quality
of service provided by the Social Security Administration (SSA)
and compares the results with a similar survey we conducted 2
years earlier. The 1986 survey was made because your offices
expressed concern about SSA service during implementation of the
agency's plan--announced in January 1985--to reduce staff by
17,000 full-time equivalent positions through fiscal year 1990.
Staff was reduced by about 4,500 full-time equivalent positions
between the two surveys.

Comparing the results of the two surveys (using the same
questionnaire for both) shows that clients rated the overall
quality of service in 1986 about the same as or better than the
service provided in 1984. Notably, no specific service aspects
were rated significantly lower by 1986 respondents in comparison
with 1984 respondents, and a number of service aspects were
rated higher. Several of the questions that drew more favorable
responses in 1986 represent statistically significant
differences, indicating that 1986 respondents are more satisfied
with some aspects of service than their 1984 counterparts.
Appendix I indicates where differences in clients' responses
were statistically significant at the 90-percent confidence
level or higher. This means that the changes in 1986 represent
more than the expected variation normally resulting from random
sampling.

lPreliminary results from selected aspects of our survey were
furnished to your Committees as part of our report, Social
Security: Staff Reductions and Service Quality (GAO/HRD-87-66,
Mar. 10, 1987).
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In 1986, about 81 percent of clients rated SSA service as "good"
to "very good," whereas about 78 percent rated SSA service
similarly in 1984. Likewise, about 54 percent of the clients
said that service in 1986 was "somewhat better" or "much better"
than the service received from other government agencies. This
figure is up from the 51 percent who held this view in 1984 and
is a statistically significant difference.

In contrast, only about 6 percent of 1986 respondents considered
SSA service as "poor" to "very poor" compared with 7 percent in
1984. Because SSA makes monthly payments to about 42 million
beneficiaries and recipients, however, a relatively small
percentage of dissatisfied clients can translate into a large
problem. Observations with respect to a number of specific
service aspects follow.

MAIL, FROM SSA

Respondents in 1986 had fewer problems with SSA mail than the
1984 respondents. For example, 77 percent of 1986 respondents
said that SSA mail was "generally easy" to "very easy" to
understand, which was about 10 percent higher than clients
surveyed in 1984. The percentage of 1986 respondents who rated
SSA mail as "generally difficult" to "very difficult" to
understand decreased from 18 percent of 1984 respondents to 11
percent of 1986 respondents. These differences are
statistically significant.

The changing perceptions of the understandability of SSA mail
may be partly attributable to SSA's Clear Notice Project, which
was aimed at improving the clarity of SSA notices sent to the
public. The project, initiated in 1984, produced changes in the
language and format of various notices that, in our view,
improved their clarity.

Although clients in 1986 perceived SSA mail to be less of a
problem, about 46 percent of clients responding still indicated
that they contacted SSA for explanations of their mail. This
may be because clients receive some mail from SSA that is
generally understandable but still requires some explanation of
its contents.

VISITS TO SSA

Respondents in 1986 viewed SSA employees more favorably during
visits to field offices than the 1984 respondents. For example,
77 percent of the 1986 respondents indicated that SSA had done a
"good" to "very good" job in handling their business compared
with 73 percent in 1984. 1In addition, about 4 percent believed
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that programs and rules were not explained clearly by employees,
which was 2 percent lower than the 1984 respondents. These
differences are statistically significant.

Respondents in 1986 indicated that they spent less time waiting
for service at SSA field offices than did the 1984 respondents.
For example, 39 percent of 1986 respondents said that they
waited less than 15 minutes for service, whereas 34 percent of
1984 respondents said this. Although the 1986 respondents
indicated their waiting time in SSA field offices was less than
1984 respondents, about 30 percent still waited 30 or more
minutes for service. However, such waiting times for some
clients may not be unreasonable considering that about 52
percent of clients sampled visited the office between 9:00 and
11:00 a.m.

PHONE CALLS TO SSA

Respondents in 1986 perceived a slight improvement in
accessibility to SSA by phone. For example, about 50 percent of
1986 respondents were successful in reaching SSA by phone on the
first try, which was about 3 percent higher than the first-try
success rate of the 1984 respondents. The difference is
statistically significant. However, the current survey results
indicate that about one in four respondents still had to call
SSA three or more times before getting through.

CLIENT COMMENTS

Our survey questionnaire offered respondents the opportunity to
provide any comments they wished to make. Of the 1,345
respondents in 1986, 167 added positive written comments, in
most cases, complimenting the overall quality of SSA service in
general or the quality of service at a particular field office;
207 added negative written comments. The complaints, which
parallel the 1984 complaints, mainly cited factors that are not
a reflection of SSA service, such as unfavorable eligibility
decisions and insufficient benefits for necessities.

STATUS OF SSA ACTION ON PRIOR
GAQ RECOMMENDATION

In our January 1986 report (Social Security: Quality of Service
Generally Rated High by Clients Sampled, GAO/HRD-86-8, Jan. 30,
1986), we recommended that SSA periodically survey client
satisfaction with the quality of SSA service and advise the
Congress of the results. SSA agreed with our recommendation and
decided that the initial survey should be conducted by an
independent contractor. On April 2, 1987, SSA issued a Request
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for Proposal, soliciting bids for making the survey. 1In
addition to its main purpose, the survey will gather information
to gauge clients' future service needs and expectations. SSA
expects data from this survey to be available in the summer of
1988. In May 1987, the SSA Commissioner also requested that the
Office of the Inspector General (0OIG), Department of Health and
Human Services, obtain client perceptions of SSA service and
report by mid-August 1987. O0OIG has agreed to make the survey
and plans to use the same questionnaire we used in our surveys.

Measuring client satisfaction through independent evaluations is
important to keep the Congress abreast of the public's views of
SSA service. With over half of the planned staff reductions yet
to be achieved, periodic monitoring of the public's views should
be helpful in assessing any changes in SSA service as such
reductions continue.

The results of our November 1984 survey were discussed in our
January 1986 report. That report contains a copy of our
questionnaire, background information, and a detailed
description of the objectives, scope, and methodology of the
nationwide survey. It also describes other SSA services and
measures of performance that were excluded from the 1984 survey
and that we have also excluded from the 1986 survey. The
methodology for our 1986 survey was identical to that for the
1984 survey and is discussed in appendix IV of this report.
Appendixes I to I11 provide detailed information on clients'
responses.

As requested by your offices, we did not obtain agency comments
on this report. 1In addition, as agreed, we plan to send copies
of this report to the Commissioner of Social Security and
interested Senate and House Committees; we will make copies
available to others on request.

Should you desire additional information about the matters
discussed in this report, please call me on 275-6193.

5%71‘1Vh»<}} CB«L@Z%Q;J
Joseph F. Delfico
Senior Associate Director
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APPENDIX I APPENDIX I

QOMPARISON OF 1984 AND 1986 RESPONSES TO GAO QUESTIONNAIRE
(OVERALL, BY PROGRAM, AND BY STRATUS

Nurbers are percentaces

- By status®
Question Overall QRASDT SST Disabled Nondisabled
1984-86 1984-86  1984-86 1984-86 198486
Part I: Mail to and from Social Security
1. Have you ever written to SS?¥
Yes (omtinue) 27 24* 29 23 21 24 33 28 29 22
No (skip to &F 3) 73 76 777 79 76 67 72 71 78

2. If you have written to SS,
about how marny times in
all have you written?
1 time 33 28* 35 26 22
2 times 25 30 25 30 29
3 times 16 13 16 15 15
More than 3 times 26 29 25 29 33

36 24 32 22
18 28 29 32
14 10 17 17
32 38 23 29

NB8R

3. Often S5 oontacts pecple

by mail to give or ask for

infometion. Have you ever

received mail, other than

a benefit check itself,

from 8S8?

Yes (omtinue) 76 74 75 73 80 8 7 & 75 71
No (skip to Q 8) 24 26 25 27 20 20 21 18 25 20

4. In general, is the mail
you've received fram SS
written in a language that
you can read?
Yes 88 93 88 88 91 & A 88 93
No 12 O7* 12 06 06

ARegpnses are weighted.

bgs-social Security.

Q-Question.

*Irdicates a statistically significant difference at the 90-percent anfidence lewvel or higher.

Notes: 1. Except where otherwise indicated, respordent was instructed to check ane regpanse to
each question.

2. The sum of individual percentages may rnot equal 100 percent due to independent
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APPENDIX ‘I

31 Nunbers are percentages
Question Overall

By programl

CASDI

SSL

By statusl

Disabled Nondisabled

1984-56
5. In general, how easy or

difficult to uderstard is

the mail you've received

from SS?
Very easy to understand 25 31*
Generally easy to wderstand 42 46
Neither easy nor difficult

o understand 15 12%
Gererally difficult to

wnderstand 12 08*
Very difficult to understand 06 03*

1984-86

43
14
12

32
47

12

03

1984-86

25

16

14
o7

R

11

12
05

1984-86

25

17

27

15

05
05

1984-86

24

14

11
07

32

11

03

6. Have you ever contacted,

or thought about amtacting
SS to find cut what the
mail you'd received fram

them meant?
Yes, I've ontacted them 49 46
Yes, 1I've thought about

it, but haven't oo

tacted them 08
Mo, I haven't cotacted,

or thought about oon-

tacting them 43 45

52

11

37

10

33

51

11

39

07

47

47

07

7. Have you ever oontacted,

ar thought about con-
tacting either family or

friends to ask them what
the mail you'd received

from S5 meant?
Yes, 1've antacted them 32 29
Yes, I've thought about it,

but haven't ocontacted

them 06 04
No, I haven't oontacted,

or thought about oo

tacting them 62 &7

05

25

03

72

45

49

31

63

01

69

29

65

24

72

»
P
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APPENDIX I
Numbers are percentages
By programt® By status? _
Question Overall QASDI SS1 Disabled Nondisabled
1984-86 1984-86 1984-86 1984-86 1984-86
Part II: Visits to the Social Security Office
8. Have you ever visited
an SS office?
Yes (continue) 91 20 91 89 o1 92 91 92 20 88
No (skip to Q 22) 09 10 0o 11 0 08 0 08 10 12
9. About how many times
in all have you
visited an SS office?
1 time 15 16 17 18 ® 0 08 0 16 17
2 times 22 21 24 23 15 14 21 13 23 24
3 times 21 20 22 19 18 22 18 19 25 19
More than 3 times 43 43 38 40 58 55 53 59 36 40
10. 2bout how long ago
did you last visit
the SS office?
Within the last 3 months 39 36 36 32 51 51 30 25 29 26
At least 3 but less
than 6 mnths ago 18 19 17 19 20 19 12 23 16 17
At least 6 but less
than 9 mnths ago 08 10 08 10 08 09 10 11 10 12
At least 9 but less
than 12 mnths ago 06 05 0B 05 05 05 14 07 04 05
12 mnths ago or more 29 30 33 34 16 16 34 33 41 40
11. Iisted below are several
reasms wy a persm
might visit the SS office.
Indicate whether ar ot

yaurr last visit had
samething to o with each.  Yes b Yes Mo Yes N Yes Mo Yes Mo Yes Mo

Yes No Yes N Yes Mo Yes N

¥ filed a claim fior

retiremant benefits 2674 2071 3268 3565 |BR 0793
¥u filed a dlaim for

disability berefits 277 08 08 1684 3169 3565
¥u filed a claim fix

survivars benefits l684 1585 1981 1783 06 A 0793
¥ filed a dlaim for

SSI berefits 198 22%78*% B2 118 5347 62 37
¥ou asked fox help

ancemirg Medicare 1387 15 &85* 18 148 198 208

07 93
46 54
® 9
12 88
12 88

06 4
07
02 8
12 87

17 83

36 4

08 92

257

0B %

10 0

41 59

® 9

2080

o 9l

12 83
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Nubers are peroantages
Qestin

By progrant
L ST
19456 19845

Disabled Nodisablad
198456 198436

Ouerall
1964-56

Part II: Visits to the Scial Seaxity Office

11.

Listed below are several
reasas Wiy a persm
might visit the SS office.
Indicate whether or not
your last visit had
something to do with each.

Yes NO

Yes NO

Yes No

Yes

No

Yes Mo

You asked dooat a
rotice ar other mail
yau'd gotten fran SS
You meified SS of a
rare o aldress darge
SS askad you to antact
them

¥ visited the office
for sane other reasm

070 2773
278 25 75*
2173 2575

8 278

07 %74
2270 A7
278 08

208 2377

P70 Be7
2872 3169
43 57 43 57

227 247

el
X% 74
X% 65

24 76

4 59
3268
2872

2872

3163 47
2378 % 74
1981 1981

1981 A7

12. Aoout what tire did you

get to the SS office

that day? .
Before 9 a.m./before

it opered 131
9 a.m. to befixe

11 a.m. 47
11 a.m. to hefixe

1 pam. 15 13
1 pan. to before

3 p.am. 19 16
3 pam. to befixe

5 p.m. 06 07
A 5p.an. ar later 0 O

10 13 15 20

&

10
52* 51

14 14 16 14

G E & &

19

o B G & B
o8& (s
o &

N
o8 B KB &
oS
0B

13. We would like to know
how crowded o enpry the
SS office waiting area
was. Was there room fix
everyae to sit ina
dair dring most of the
time you were there?
Yes B A3
N

9

R
K&
I8

b T i
e ik
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Nabers are percantages
Qestim

By status®
Ovexall QDI SSI Disabled Nordisaled
196456 1946 194 18486 19845
Part IT: Visits to the Sxcial Soxity Office
14. Aout how meh time did
you sperd waiting to be
helped at the SS office
that day?
less then 5 minutes
5 to less than 15 mirutes
15 to less than 30 mirites
0 minates ar mxe

10
31
31

BEBY
B8
B8R
BeBR
ERNS
RER G
NY®S
RE 6

15. Qxsidering the reastn for
youxr visit and the nareer
of paople there waiting
to be helpad, was your
wait lager then, about
as 1oy as, or drxter
ten you expected?
Lorger then espectad 21 19 20 18
Aoat as 1o as expacted 49 50 49 51
Scrter than expected 0 3 31 3

53 49

X &R
maB
RER

16. Hw mxh privecy did you
have at the SS office to
talk about your business?
Did you have mare than,
aboak as mrh as, ar less
than you needed?

Hxd more privecy than needed
Hd about as mrh privecy
as nesded

Hxd less privacy than needed

10 10 o7 06 10 07

8
8
8
S/

53
e
E®
X
8~
(i
KR
ER

14

17. In general, how corbenss
or disoorteouss were S
employees to you during
yox last visit?

Very coxteos
Grerally aorteous
Neither coxrtecs nox
disoarxrteas
Garerally disoourteous
Very disooxrteoss

B
8
8
=2

32 3

01 o1
0L o2

883 8Y

8

S|
Bol
SR8 88
883
BR8E BE
SeE mR
SRR 8
oSl BS

10

»
i,

R

R
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Nuarbers are percantages 5

Qestion Ovexall ORI SSL

By status®

Disabled Nodisabled

1984-86 198486 19846
Fart II: Visits to the Scial Seaxity Office

1984~-86

198486

18. Hw clearly ar urlearly
did they explain the niles
ar program that goplied
o yo?

Clearly
Soewhet clearly
Uhclearly

19 22 18

ISENEN
KRS
RIS

R

—
Ko}

BRI

19. Think about the reasm fix
yor last visit to the SS
office. b you think SS
has doe a very good, good,
fair, poor ar very poor
s far?

Very good Job
God Jdo
Fair jdo
Poor jdo
Vexy poor b

33
16
07

RIAIGKE
REEBY
FIEMY
BRKES
KEBBES

IV

BEBEEN

RIEYS

BEEYS

20. Qoe xpin, think about
the reaan for your last
visit. Hw satisfied or
dissatisfied are you with
the amont of time it has
taken SS, so far, to take
care of this matter?
Very satisfied
Gerexally satisfied
Neither satisfied nox
dissatisfiad
Gerally dissatisfied
Very dissatisfied

B8

8RS &
BB

BRE
SRR
K& 8&
588 ¥®
8RB WS

BB BY

49
35

2B& ¥

21. Altogether, aooat how
lag were you at the S
office that day?

Iess then 15 minates
& least 15 hut less
then 30 mirutes 2 31 0 3R

3
5
B
=
S

%
N

11

&

10

e
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Nurbers are percentages
By progrentt By stabuss
Questim Overall OASDL SSI Disabled Myrisabled
1984-86 18486 19486 1984-86 18456
Part IT: Visits to the Social Seaxity Office
2]1. Altogether, about how
loyg were you at the S
office that day?
At least 30 minutes
hat less than an
hox
At least 1 but less
than 1-1/2 howrs
At lesst 1-1/2 bat
less than 2 haxs
2hours ar mxe

14 14 19 15 16

B8 & @
SRS
KK
K8 & o
ES
o &
EE
K8 & B
R E 8
X8 B B

22, Hes anyre ever visited
the SS office fior you?
Yes 14
N> 8

Rart III: Telgdming Sxal Seoxity
23. Ib you know that SS business
can ke taken care of o
the teledme?
Yes (omtine) 8 s6* 85 87 8 80 8 &# 86 &
M (skip to Q 25) 16 14 15 20 12 1

L3
&
ES

28

29

SEw
BE
N
)
&
3N

24. Do you kow that almost all
SS husiness can be taken
care of over the telegme?
Yes
No

76
24

R o
By
SR
83
3

S
B
R
5 8

25. thve you ever rexched or
tried to antact SS by

telghme?

Yes, I've reached them

by ghae (axntine) 72 76* 71 76 7% 77 8 &4 8 75
Yes, I've tried to anmtact

them by phre, bt nevex

reached them (skip to Q 36) 04 03 o4 03 03 ¥ o4 03 05 2
N, I've never reached o

tried to antact them by

e (kip to Q 36) 24 2 5 2 21 19 16 13 27 23

12

© o
£}
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Nabers are peroxtaes
By progrant By stabus”
Qestion Overall AL S5 Dissbhled Nmdisahled
196466 1% 199086 19986 | 168-%
Part ITI: Teleghming Social Seourity
2. Aout how mary times in
all reve you resched S8
by telgirne?
1 time 15 16 16 17 21 n1un 14 16
2 times A 2 2 2 2 17 10 20 5
3 tires 2 2 21 2 17 20 20 16 2 23
More then 3 tines 4“4 4 42 0 50 4 2 & 4 FP

27. Bt how 1ag ago Gid
pllastraadl$ty

Vhﬂunﬂralasth'xﬂ's
At lemst 3t less
than 6 maths acp

At least 6 bt less
then 9 nonths ago

M- least 9t less
then 12 moths ago

12 mnths agp ar more

H

L& 8 8 &
R 8 B &
R 8 B &
BRR S 8

88 S & P
88 8 & &
R8 E & &
88 8 B

X 8 8 8
R 8 8 8

SS by gne, aoout how
mery times did you try
before you oot throagh?
1 tire, oot throgh an
the first try 47 50*
2 tires 28 2%
3 times 1 12
Mxre then 3 times 14 12

RENS
CERE
SEBR
ECY&
RS
CEYS
LeBE
BERHE

2. Indicate whether ar ot

ech of the following

things Tegpened to you

the last time you resched

S5 by gme. YsNoYee o YesNoYes YesMYeshb YesoYes o YesNo Yes M
Before you got thrauah,

you hig wp because o

e arewered 28 1090 118 1099 148 1090 148 48 1e 109
Befcre you oot thrauh, '

you hirg wp because

you oot a ey signal 3’65 3763 3367 ¥4 4060 4060 3Be2 4060 D0 3763

Qre you oot through,
you were put on hold 4654 4H55 4555 4357 4958 5347 5644 €040 3BE2 40 €0
ard you hg 1p while
you were waiting 1090 1090 109 10920 128 L1 148 138 B2 ®aa

Qe you oot through,
you were disaomected BB B6H* BB 694 0783 B2 100 118 @\ B%

13
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YsNoYes YYsMMYesd YeshYsd YsdYeN Yes M Yes

. listed below are several
reasms why a persn might
telgdare the SS office.
Irdicate whether ar not
yvar last ghore call had
sarething to do with eech.
You filed a claim fixr
retirement banefits 148 1387 1783 1684 (M% U% BB #BB 188 1783
¥u filed a claim fix
disshility benefits 1783 178 148 138 2872 00 3466 H76 0397 B9R2
You filed a claim fix
arvivees benefits 1090 1387 1288 1586 06HY 6H BB BXS le & 1783
You filed a daim fix ,
SSI benefits 158 18982 0699 P91 4258 4753 OO 13& 4% 0793
You asked fix help
anceming Medicare 48 1586 1288 1586 208 168 1586 1981 1090 13 &7
You asked doout a
rotice ar other mail
you'd gotken from SS 4060 060 3763 3BR2 4852 4654 4654 5248 3862 3763
You rotified SS of a
rane or address dance 278 26872 208 2872 2071 872 2P AL 247 00
SS asked you to amtact
them 267 2674 2P 24P 4060 £258 2071 278 s 2a7P
You telegdored SS fix
sare other reasm X575 57 27173 2674 108 278 2872 57 2674 2872

14

e
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Nobers are peroentages

APPENDIX I

AL

By status™

Disabled Nondisabled

198456
Rart III: Teleghming Social Ssoxity

198486

1045

1984-8%

198486

31. In gereral, how courteoas
a dismoxteas were S
arployees to you during
this all?

Very corteous
Gererally corteous
Neither aaxteous nox
disaxrteos
Grerally discourteous
Very disoourrteos

2B B&
2Eg &G

o7
01
01

o8 &Y

EREE 4%

828 &g

10
01

R ®

o885

oRR K8

co& HE

32. How clearly ar uxlearly did

they explain the rules ar
program that geplied to you?
Clearly

Sorewtat clearly

Unclearly

IvI
2&~

72

07

8BS

85K

RYB

SEE
Ius

19

SENR

33. Thirk about the reasm why
you last reached S5 by phare.
Hve they dxe a very god,
god, fair, poor or very poox
jcb hardling this matter so
far?

¢
RIGHS
RECYS

REEES
RREES

GINEY

KR4

IBBEB K
ERESN

BREYSR
BE85k

reas Wiy you last reached
SS by gre.  How satisfied
o dissatisfied are you with
the amnt of time it has
taken them, so far, to take
care of this matter?

Very satisfied

Grerally satisfied
Neither satisfied nor
dissatisfied

Gxerally dissatisfied

RS

I8R5
3RS 8B

SERS

8833 88

8B8I Y

399 88

8 &

BRE
mRES

K&

BRS

REK B&

15
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Nurbers are perogtaces

APPENDIX I

Qestim Owerall

By statis®

By progrant’
S

Disabled Nordissbled

198466
Part IIT: Telgthming Social Security

oL

1984~

1981-8% 1o84-86

35, Foout how 1ang (including
the time you waited, if
ay) did this ghae call
last?

Less then 3 mirutes

A least 3t less then
10 miruates

At lesst 10 Tt less then
20 minuates

20 minutes ar nore

86 &
8% & §

o

88 & 8
9
&

14

Sk &
K B ®

& 9 X

g8 9 B

36. s ayare ever telegdned
85 for yau?
Yes
o)

B&
88

B

R&
84
S

B&
&

8E

RE

Part IV: Social Searrity Baefits

37. Listed below are several
kinds of SS benefits. Indicate
whether o rot you are
axrently receiving each.
Cld age retivavat benefits

Yes b Yes No

Yes No Yes Mo

Yes Mo Yes MO

Yes MO Yes MO

X_esl\bYesl\b

B 67 I3

Dissbility retivement berefits 2 78 18 &*

Survivers benefits

1783 1783

SsI 57 264

B62 4 5%
4% 188
2179 080
09l 1387

158
17 &3
07 93
327

138
8 &
06 A
71 29

™ %
@ 3l
07 93
17 83

B %
524
B 92
575

5545 041
078 BAR
MV BB

S
R
=
8

38. Do you wmally ¢t your
baefit chak o time?

%B*
@

R R

28
89
SR

89

28

Yes, 1've axtacted them s 23

than @
Mo, I laven't entactad ar

thouxht about asking them 73 %4

76

=

16
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Narbers are percentages
N By status®
Qestin Overall CASDT SSI Disahled Nordisabled
198466 188 18% 0 18-% 19%

Part IV: Social Ssarity Benefits
40. Hve you ever asled, or
thoght about asking S5
if the aount of your
berefit is axrect?
Yes, I've asked them 2 2 27 5 2 R 2 B 5 5
Yes, I've thought aboat
it, ut haven't askead

them 11 ® 11 ® 11 10 17 12 B B
No, I've rever asked or
thougght: about: askdrg
them 6l &4 62 &5 &0 8B M a0 67 67

Part V: Overall Qmlity of Sxcial Searity's Sexvice
41. Oxerall, how would you

rate the service that

SS has given you?

Very God Qa 832 4= R % 4 43
axd 36 40 B840 0 3 40 50 P 40
Fair 4 13 1312 19 18 19 16 10 12
foor 04 03 03 03 06 03 B 02
Very poox 03 @ | R 04 6 04 2 @

42. How would you rate SS's
service in cogarism to
the service you get fram
other Federal, State ad
Ioal Govermment Agarcies?
Is S5's sexvice better,
about as good as, or woxrse?

B mch better than others 2 32 8B 3R 0 3R 24 2% 31 A4
SS somevdat better then others 22 22 2 2 21 24 14 16 25 22
SS is abot as good as others 43 41 4 42 41 39 4 47 33 41
SS sarewnat worse thenotlers 04 O3 03 03 o 03 B B 03 01
SS mrh worse then others 03 2 3 @ 02 O3 4 03 03

Gn't say, have had o
amtact with other
gvenmat agacies

(@]
o
O
(=]
o
o
(@)
O
(@)
o
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Nrers are peromtages
By progran® By status?
198486 18486 19846 198456 1984-8

Bart V: Overall Qulity of Social Searity's Servioe
43. If you must antact SS in
the fihre, would your

first preference e to

write, teleghae, o

visit?

Write 04 ™4 03 B ®B 02 07 04

Teleghre 51 53 5 53 52 51 58 51 48 55

Visit 45 43 47 43 42 4 O 48 42
44. Therk you for your

aocperation. We agxeciate

yar help. If you have

ary conrents about how

SS has served you, please

write them in the spece

below.

Rositive cameant K SR 31 3B 27 B 15 33 B 33

Negative comment 58 49 57 49 60 46 74 46 51 52

Mixed comment 12 16 11 16 13 18 o 2 2 15
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'RESEONCENTS' OMERALL RATING CF

S5A SRVICE BY REGIQN,
1984 VRSB 19%
Nrdoers are percentages
SSA regicn Very Good Gxad Fair 260 o \ery Roox
1984 1986 1984 1986 1984 1986 1984 1986 14 1986
1. Bstm 47 49 32 41 12 8 05 01 o4 0
2. New York 43 ) 4 ) 10 17 O3 a3 3 ™
3. hiladelphia 51 3 33 40 10 16 O3 05 03 a
4. Atlanta 43 4 37 Al 12 13 o™ 03 M 02
5. Chicego 4 3 37 40 14 16 ™4 o2 03 O3
6. [mllas K] 4 32 4 2 14 ™ o2 ® o4
7. Kasms City 37 4 42 45 15 0B O’ 0 4 &
8. Dawverd 0 9 51 12 18 13 0 14 0 12
9. Sn Francismo 38 4 35 40 2 16 ™ 03 03 Q
10. Sesattle 52 47 2 35 ® 1 o0 04 B 03
Merace
rating 42 4 3% 4 15 14 4 a3 B 03

a0 does nok amsider the 1986 totals for the Derver Region to be anclusive since its sample
included anly 25 resposes fram that region and consequently resulted in a hich sampling exrcx.
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OVERALL RATING OF SSA SERVICE

BY CLAIM STATUS,
1984 VERSUS 1986

Claim status Good Fair
1984 1986 1984 1986

Approved 83 21 12 06

Denied 51 46 27 28
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1984 1986
05 03
22 26
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SAMPLING AND ESTIMATION METHODOLOGY

SSA data bases lack the capability to identify precisely the
universe of SSA's client contacts. Consequently, in preparing to
conduct a nationwide survey concerning the perceived quality of
SSA services, we had to estimate the total universe size. To do
this, we worked with SSA officials to identify and select SSA
computerized files and transaction codes that, in our judgment
and SSA's, indicated a client contact. We believe this approach
was adequate because our objective was to develop a universe of
SSA clients who had high probabilities of having had recent
contact with SSA.

DEVELOPMENT OF A
SAMPLING LIST

To select a sample of persons to receive questionnaires, we
first obtained a list of the universe of SSI and OASDI client
transactions. SSA's data processing cycles determined which
transaction files would be complete and ready for our use. Based
on our anticipated dates for mailing the questionnaires to assure
a recent contact and to be consistent with our 1984 survey, we
selected September 1986 transactions. Because of the large
volume of transactions, we randomly selected 4 days (1 in each of
the 4 weeks in September) of transactions meeting our criteria
for type of contact. These 660,448 transactions constituted the
list from which we drew our sample.

SAMPLE SELECTION

From our 4-day list of transactions, we drew an initial
random sample of each of the four SSA program categories and
their corresponding transaction groups-~-SSI initial claims, SSI
postentitlements, OASDI initial claims, and OASDI
postentitlements. We then matched these records, by Social
Security number, to SSA's Master Beneficiary Record (for OASDI
beneficiaries) and Supplemental Security Record (for SSI
recipients) to obtain additional information needed to select a
final sample for the questionnaires. After deleting records of
deceased individuals, absent or incomplete mailing addresses, and
duplicate records, to the extent practicable, we randomly
selected a subsample from each group. Our final sample size was
1,679, as shown in table IV.l.
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Table IV.l: Development of Final Sample for Survey

Sampling
frame Initial Final
Program Type of transaction (4-day) sample sample
Ss1I Initial claim 25,951 281 268
SSI Postentitlement 127,089 1,330 529
OASDI Initial claim 110, 345 1,500 390
OASDI Postentitlement 397,063 3,000 492
Total 660,448 6,111 1,6792

dThere were 1,745 questionnaires mailed; undeliverables and
additional deceased individuals reduced the sample to 1,679.

PROJECTION TO THE
UNIVERSE OF CLIENTS

Because we randomly sampled September 1986 transactions that
met our criteria as being initiated by telephone, mail, or
personal contacts, we projected our sample results to the
September universe of SSA clients. We used appropriate
statistical formulas for a stratified random sample design to
determine our universe of SSA clients; we estimated responses
based on questionnaires completed and returned and sampling
errors of the estimates. Our September SSA client universe was
more than 2.7 million people. All percentages in this report,
unless otherwise noted, reflect the expected response rates had
we actually sent questionnaires to all clients in all four
groups. The response rates by transaction group are shown in
table 1IV.2.

Table IV.2: Questionnaire Response Rates

Response
Number Number rate

Program Type of transaction sampled responding (percent)
SSs1 Initial claim 268 202 75.4
SSI Postentitlement 529 411 77.7
OASDI Initial claim 390 322 82.6
OASDI Postentitlement 492 410 83.3
Total 1,679 1,345 80.1

(105186)
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